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» Introductior1l -,Adopt a Single Set of "Harmonized"
Section! 272(e)(~') Performance Measurements

2

History

~ Commission has been considering metrics for some time
• Non-Accounting Safeguards (Dkt 96-149) - Switched/Special Access

• FCC proposed 2J2(e)(1) metrics in 1996 Non-Accounting Safeguards
NPRM; Order never issued

• Special Access (mkt 0'1,-321 ~ - Special Access
• In 2001, FCC.souglntoomment on the benefits and standards for

adopting special, access I performance metrics; rulemaking still open
• Dam/Non-Dom (IDkt02-1~~) - Special Access

• In 2002, Section 272 Dom/Non-Dom proceeding asked whether
additional safeguards are necessary before allowing integration of long
distance affiliateiinto BO:C

• BeliSouth 272 Biennial Audit (Dkt 03-197) - Switched/Special Access
• Six BOC bienmialawdits have been conducted without codified metrics;

metrics continue to be I contentious and inconsistent

~ Recent Commission action has prompted renewed interest in adopting a
set of metrics and standards (272 Sunsets, OI&M)
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» Introduction - Adopt a Single Set of "Harmonized"
Section 272~el(~') ~erformanceMeasurements (cont.)

Why a Single Set of Measurements?

~Adoptiing a single select group of 272 performance metrics would
enalJle tile Commission to:
• Ensure compliance with 2:72(e)(1) post sunset
• Provide industry-wide oonsistency in 272 biennial audits
• Monitor special access peliformance

~ A single set of industry-wide performance metrics would:
• Assist CommissiDn in exercising traditional enforcement authority
• Facilitate benchmarking;) an<11 trend analysis
• Assist in defining safe harbmr
• Offer certainty to 'the industry
• Promote efficiency ana aocuracy

3
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» Introduction - Adopt a Single Set of "Harmonized"
Section 272(e)(1~ Performance Measurements (cont.)

Why BeliSouth's Pla:n?

~ BeliSouth has a prop0sal that provides:
• Simple, more manageable I measurements that are

• Clear
• Not open to interprretation
• Focused onikey service performance events

• Meaningful and fiealistic Ip>erformance standards
• Analog standards irnstead of arbitrary benchmarks

• "Parity" requirec!j by Section 272
• Currently audited under biennial audit
• Available montHly

4
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» BellSouth'sHarmilonized Section 272(e)(1)
Performanc:e IMleasurements Proposal

General

~ BeliSouth's Proposal
• Builds on BeIiSouth~s!JDrevious Special Access Proposal
• Includes key measurements of Ordering, Provisioning, Maintenance

and Repair
• Addresses Switched.as well as Special Access as required in 272

Audit
• Adds Average PIC Change Interval under Provisioning

• Avoids multiple measurements of the same event

5
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» BellSouth's Harmonized Section 272(e)(1)
Performance ~Me'asurementsProposal (cont.)

Specific • Summary'

~Ordering

• Percent of Orders with iTIim:ety FOC Return

~ Provisioning
• Percent Installations Appointments Met
• New Installation Trouble R~port Rate
• Average PIC Change Interval

~ Maintenance and Repair
• Failure RatelTrouble Rep<Drt iRate
• Average Repair Interval

6
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» BeliSouth's !Hanmonized Section 272(e)(1)
Performance Measurements Proposal (cont.)

>Disaggregation

• DSO
• DS1
• DS3 (Optical)
• DS3 (Non-Optical)
• Switched Access FGD

>Performance standards are Iparity with BeliSouth and its Affiliates
(BeliSouth Aggreg!ate)
• "BSLD" will be reported separately from "Other Affiliates" for Section

272 Audit purposes only
• Parity reported at state aggregate (except PIC2)

>BeIlS'outh's detailedl prop:osal is included in BeliSouth's Service
Quality Measurement Plan (SQM)

7
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» BeliSouth'sHarmonized Section 272(e)(1)
Performance Mleasurements Proposal (cant.)

Ordering

>FOCT2: Firm Order C·anfirmation (FOC) Timeliness
• Firm Order Cornfirmatic>n (FOC) Timeliness measures the percentage

of FOCs returned to the ilXC/CLEC in response to its Access Service
Request (ASR) within tine standard interval. The percentage of
requests receiving a FOe :01" reject is also calculated.

• FOCT2 measures the timeliness of BeliSouth's response with a
committed due date and issuance of a service order to a request for
service. This measure answers the question, "Did BeliSouth process
the ASR and return a ,committed due date to the customer in a timely
manner?"

8
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» BeliSouth'sHarmonized Section 272(e)(1)
Performance IMleasurements Proposal (cont.)

Provisioning

>PIAM2: Percent Installatiol11 Appointments Met
• Percent Installation A~pointments Met measures the percentage of

installation commitments!completed on/before the current committed
due date.

• PIAM2 measures the rtimeliness of BeliSouth's provisioning of a
service order. It answers the question, "Did BeliSouth meet the
committed due date?"

9
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» BeliSouth's Harmonized Section 272(e)(1)
PerformanceM:e~asurements Proposal (cont.)

Provisioning (cont.)

~ NITR2: New Installation Tro,uble Report Rate
• New Installation Trouble Report Rate measures the quality of the

installation work by capturing the rate of trouble reports on new
circuits within 5 calendar days of the installation.

• NITR2 measures the g,uality of BeliSouth's provisioning process. It
answers the question, "[)i~ BeliSouth provision the service correctly
and trouble free?"

10

@ BELLSOUTH«



» BellSouth's Hal1monized Section 272(e)(1)
Performance Measurements Proposal (cont.)

Provisioning (cont.)

~ PIC2: Average P:IC Change Iinterval
• Average PIC Change Imterval is defined as the average interval of

time between the date/tim'e ithe Preferred Interstate Carrier (PIC)
change request is received and the date/time the PIC change is
completed.

• PIC2 measures the timelimess of requests for a change of PIC. It
answers the questiom, "'Did BeliSouth change or add the PIC
designation for customer ina timely manner?"

11
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» BeliSouth's Harmonized Section 272(e)(1)
Performance Measurements Proposal (cont.)

Maintenance andi Repair

>CTRR2:FailureRaitellTrouble Report Rate
• Failure RatelTrouble iReport Rate measures the percentage of

initial and repeated :cirrcuit specific trouble reports completed
per 100 in-service oirowits for the reporting period.

• CTRR2 measures the gwality of service provided to the IXC. It
answers the questi.on, "Did BeliSouth provide service reliability
for its customerrs' imstalled circuit base?"

12
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» BeliSouth's Harmonized Section 272(e)(1)
Performance M:easurements Proposal (cont.)

Maintenance an:d! Repa!i.r (cont.)

~MAD2:AverageRepair ilnterval
• Average Repair I,ntervalmeasures the length of time a trouble

condition exists on an a.ccess line. The average outage
duration isexpnessedin 'hours for completed circuit-specific
trouble reports.

• MAD2 measures the tirrmeliness of BeliSouth's repair of access
lines in trouble. It answers the question, "Does BeliSouth clear
trouble reports in a timely manner?"

13
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» BeliSouth's ~roposal Overcomes
Shortcomlingrs lof the JCIG Proposed Metrics

~ BeliSouth's proposal avoids measuring the same event in multiple
measurements
• BeliSouth proposes a simgle metric for measuring ILEC provisioning

performance; JCIG proposes 3 metrics to measure the same thing.
• BeliSouth proposes oneimetric to measure subsequent/repeat troubles;

JCIG captures subsequent !troubles in two separate measures and repeat
troubles also are included in a third definition.

~ BeliSouth's proposal provides meaningful performance standards
• JCIG proposes benchmarks as performance standards that are

burdensome, unrealisticiand unachievable. They are arbitrary and have no
commercial basis and n0justification.

• JCIG proposal requires chanmes in operations or processes
• JCIG business rules for Customer Not Ready require ILEC techs to sit idly

while waiting for CLLEC to correct the situation.
• Mean Time to Restore metric requires verification of "No Access" before this

customer caused delay can be !excluded.

14

@ BELLSOUTH«



» SU1mmary

~BeIiSouth's ProposalElmables the Commission to:

• Ensure com.pliance witlrl 2,72(e)(1) pre/post sunset

• Monitor special access performance

~BeIiSouth'sProposed ~Ian Provides:

• A single, consistentimeasurement set

• Streamlined, clear and comprehensive measures

• Concentration on Key Service Performance events

• Meaningful instead of arbitrary standards

15
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@ BELLSOUTH®
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@ BELLSOUTH®
Harmonized Performance Metrics Proposal

Introduction

Introduction

The BellSouth Service Quality Measurement Plan (SQM) describes in detail the measurements
produced to evaluate the quality of service delivered to BellSouth and its Affiliates, and to Non­
Affiliates. The SQM was developed to respond to the requirements of the Communications Act of 1996
Section 251/272, which required BellSouth to provide non-discriminatory access to Non-Affiliates. The
reports, produced by the SQM, provide regulators and BellSouth the information necessary to monitor
compliance with non-discrimination requirements.

This document is intended for use by someone with knowledge of the telecommunications industry,
information technologies and a functional knowledge ofthe subject areas covered by the BellSouth
Performance Measurements and the reports that flow from them.

Version 1.11 Issue Date: April 28, 2004



@ BELLSOUTH@
Harmonized Performance Metrics Proposal
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'@ _11S0UTH®
Harmonized Performance Metrics Proposal

Section 1: Ordering

FOCT2: Firm Order Confirmation (FOC) Timeliness

Definition

Ordering

Firm Order Confirmation (FOC) Timeliness measures the percentage of FOCs returned within the standard interval. The percentage
of requests receiving a FOC or reject is also calculated. A parity comparison is made between the service received by the Non­
Affiliate Aggregate (IXC/CLEC) and the BellSouth Aggregate.

Exclusions

• Service requests identified as "Projects"
• Service requests canceled by the originator
• Weekends and designated holidays of the service center
• Unsolicited FOCs
• Administrative or test service request

Business Rules

Counts are based on each instance of a FOC sent from BellSouth. If one or more supplemental requests are issued to correct or
change a request, each corresponding FOC received during the reporting period is counted and measured. Days calculated are
business days, Monday through Friday, excluding designated holidays. Activity starting on a weekend or holiday will reflect a start
date ofthe next business day. Activity ending on a weekend or holiday will be calculated with an end date ofthe last previous
business day. Requests received after 3 PM will be counted as a "zero" day interval if the FOC is sent by close ofbusiness on the
next business day.

Calculation

Firm Order Confirmation (FOC) Interval = (a - b)

• a = Date and time FOC is returned
• b = Date and time valid service request is received

Percent within Standard Interval = (c / d) X 100

• c = Number of service requests confirmed within the designated interval
• d = Total number of service requests confirmed in the reporting period

Percent FOC Completeness = (d / e) X 100 - Diagnostic

• d = Total number ofservice requests for which a Firm Order Confirmation or Reject is sent
• e = Total number ofservice requests received and due during the report period

Report Structure

• Non-Affiliates Aggregate
• BellSouth Aggregate

- BellSouth 272 Affiliate
- BellSouth and Other Affiliates Aggregate

• Geographic Scope
- Region
- State

• Interval Distribution Categories
0- <=2 days
0- <=5 days
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.@ BELLSOUTH®
Harmonized Performance Metrics Proposal

SQM Disaggregation· Analog/Benchmark

SQM Level of Disaggregation (Percent within Standard Interval) SQM Analog/Benchmark

• Special Access
- DSO (Percent within 2 business days) Parity with BellSouth Aggregate
- DS I (Percent within 2 business days) Parity with BellSouth Aggregate
- DS3 [(Non Optical) Percent within 5 business days] Parity with BellSouth Aggregate
- DS3 [(Optical OCn) Individual Case Basis (ICB)] Parity with BellSouth Aggregate

• Switched Access
- FOD (percent within 2 business days) Parity with BellSouth Aggregate

Ordering
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.@ BELLSOUTH®
Harmonized Performance Metrics Proposal

Section 2: Provisioning
PIAM2: Percent Installation Appointments Met

Definition

Provisioning

Percent Installation Appointments Met measures the percentage of installation commitments completed on/before the current
committed due date. An analog comparison is made between the service received by the Non-Affiliate Aggregate (IXC/CLEC) and
the BellSouth Aggregate.

Exclusions

• Orders issued and subsequently canceled
• Orders associated with internal or administrative activities
• Disconnect Orders
• Carrier caused or end user misses (includes eN R)

Business Rules

This measurement is calculated by dividing the number of service orders completed during the reporting period, on or before the
current committed due date, by the total number of orders committed to completion during the same reporting period. Only
BellSouth missed appointment codes willbe counted as a miss (numerator) for this measure. The first valid missed appointment
code will be used to determine whether an order is considered missed.

Calculation

Percent Installation Appointments Met = (a I b) X 100

• a = Number of orders completed on or before the BellSouth committed due date during the reporting period
• b = Total number of orders committed to completion dunng the reporting period

Report Structure

% Installation Appointments Met

• Non-Affiliates Aggregate
.. BellSouth Aggregate

- BellSouth 272 Affiliate
- BellSouth and Other Affiliates Aggregate

• Geographic Scope
- Region
- State

SQM Disaggregation. Analog/Benchmark

SQM Level of Disaggregation (Percent within Standard Interval) SQM Analog/Benchmark

• Special Access
- DSO Parity with BellSouth Aggregate
- OS I Parity with BellSouth Aggregate
- DS3 (Non Optical) Parity with BellSouth Aggregate
- DS3 (Optical OCn) Parity with BellSouth Aggregate

• Switched Access
- FGD Parity with BellSouth Aggregate

Version 1.11 4 Issue Date: April 28, 2004



.@ 8ELLSOUTH@
Harmonized Performance Metrics Proposal

NITR2: New Installation Trouble Report Rate

Definition

Provisioning

New Installation Trouble Report Rate measures the quality of the installation work by capturing the rate of trouble reports on new
circuits within 5 calendar days ofthe installation. An analog comparison is made between the Non-Affiliate Aggregate (lXC/CLEC)
and the BellSouth Aggregate.

Exclusions

• Trouble tickets canceled at the IXC/CLEC or member of BellSouth Aggregate request
• Customer Provided Equipment (CPE) or other customer caused troubles
• BellSouth troubles associated with administrative service
• Troubles outside of BellSouth's control

Business Rules

Only the first customer direct trouble report received within 5 days of a completed service order is counted in this measure. Only
customer direct trouble reports that require physical repair work by BellSouth will be counted in this report. Reports are calculated
by searching in the prior report period for completed service orders and the following 5 days after completion of the service order for
a trouble report issue date.

BellSouth Completion Date is the date upon which BellSouth completes installation ofthe circuit, as noted on a completion advice to
the IXC/CLEC or member of BellSouth Aggregate.

The calculation for the following 5 calendar days is based on the creation date of the trouble ticket.

Calculation

Trouble Report Rate within 5 Calendar Days of Installation =(a / b) X 100

• a = Count ofcircuits with trouble reports within 5 calendar days of installation
• b =Total number of circuits installed in the report period

Report Structure

• Non-Affiliates Aggregate
• BellSouth Aggregate

- BellSouth 272 Affiliate
- BellSouth and Other Affiliates Aggregate

• Geographic Scope
- State
- Region

SQM Disaggregation· Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark

• Special Access
- DSO Parity with BellSouth Aggregate
- OS I Parity with BellSouth Aggregate
- DS3 (Non Optical) Parity with BellSouth Aggregate
- DS3 (Optical OCn) Parity with BellSouth Aggregate

• Switched Access
- FGD Parity with BellSouth Aggregate
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.@ BELLSOUTH®
Harmonized Performance Metrics Proposal

PIC2: Average PIC Change Interval

Definition

Provisioning

Average PIC Change Interval is defined as the average interval of time between the date/time the PIC change request is received and
the date/time the PIC change is completed.

Exclusions

• None

Business Rules

PIC Change Interval is defined as the elapsed time between receipt of a valid PIC change request to completion of the PIC change in
the BellSouth switch. A PIC Change Interval is calculated for each valid PIC change request. Intervals are averaged for computation
of the Average PIC Change Interval measurement.

Note: Records rejected from the Ordering or CARE process do not reach BellSouth data and therefore cannot be considered
excluded.

Calculation

PIC Change Interval = (a - b)

• a = Date and Time PIC change request is completed in the BellSouth switch
• b = Date and Time valid PIC change request is received

Average PIC Change Interval = (c / d)

• c = Sum of PIC Change Intervals
• d =Nllln~ of PIC ~hanges complete<l in r~rting period

Note: Average PIC Interval Reported in hours

Report Structure
• Non-Affiliates Aggregate
• BellSouth 272 Affiliate
• Geographic Scope

- Region

SQM Disaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark

• Non-Affiliates Aggregate BellSouth 272 Affiliate

Bell South to itself· post integration
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@ BEllS0UTH®
Harmonized Performance Metrics Proposal

Section 3: Maintenance and Repair

CTRR2: Failure RatelTrouble Report Rate

Definition

Maintenance &Repair

The percentage of initial and repeated circuit specific trouble reports completed per 100 in-service circuits for the reporting period. An
analog comparison is made between the Non-Affiliate Aggregate (lXC/CLEC) and the BellSouth Aggregate.

Exclusions

• Trouble reports issued and subsequently canceled
• Employee initiated trouble reports
• Trouble reports/circuits associated with internal or administrative activities
• Customer Provided Equipment (CPE) or other customer caused troubles
• Reciprocal Services
• Tie Circuits
• Troubles outside BellSouth's control

Business Rules

Only customer direct trouble reports, which require physical repair work by BellSouth, will be counted in this report. The trouble report
rate is computed by dividing the number of completed trouble reports handled during the reporting period by the total number of in-service
circuits for the same period.

Calculation

Percent Trouble Report Rate = (a / b) X 100

• a = Number ofcompleted circuit specific trouble reports received during the reporting period
• b =Total number ofin-service circuits during the reporting period

Report Structure

• Non-Affiliates Aggregate
• BellSouth Aggregate

- BellSouth 272 Affiliate
- BellSouth and Other Affiliates Aggregate

• Geographic Scope
- State
- Region

SQM-Dlsaggregation - Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark

• Special Access
- DSO Parity with BellSouth Aggregate
- DS1 Parity with BellSouth Aggregate
- DS3 (Non Optical) Parity with BellSouth Aggregate
- DS3 (Optical OCn) Parity with BellSouth Aggregate

• Switched Access
- FGD Parity with BellSouth Aggregate

Version 1.11 7 Issue Date: April 28, 2004



'@ BEllS0UTH®
Harmonized Performance Metrics Proposal

MAD2: Average Repair Interval

Definition

Maintenance & Repair

The Average Repair Interval is the average duration of customer trouble reports, measured from the receipt of the customer trouble report
to the time the trouble report is closed. The average outage duration is expressed in hours for completed circuit-specific trouble reports.

Exclusions

• Trouble reports issued and subsequently canceled
• Employee initiated trouble reports
• Trouble reports associated with internal or administrative activities
• Customer Provided Equipment (CPE) or other customer caused troubles
• Reciprocal Trunks
• Tie Circuits
• Troubles outside BellSouth's control

Business Rules

Only customer direct trouble reports, which require physical repair work by BellSouth, will be counted in this report. The average outage
duration is calculated for each restored trouble report. The start time begins with the receipt of the trouble report and ends with the
clearance of that report. Customer hold time or delay maintenance time resulting from verifiable situations ofno access to the end user
premise, other CLEC/IXC or BellSouth Aggregate caused delays, such as holding the ticket open for monitoring, is deducted from the total
resolution interval.

Calculation

Repair Interval =(a - b)

• a =Date and time of trouble report closeout
• b = Date and time trouble report was received

Average Repair Interval =(c I d)

• c =Total of all repair intervals (in hours) for the reporting period
• d = Total number of trouble reports closed during the reporting period

Report Structure

Average Repair Interval

• Non-Affiliates Aggregate
• BellSouth Aggregate

- BellSouth 272 Affiliate
- BellSouth and Other Affiliates Aggregate

• Geographic Scope
- State
- Region

Version 1.11 8 Issue Date: April 28, 2004



@ BELLSOUTH®
Harmonized Performance Metrics Proposal

SQM-Disaggregation • Analog/Benchmark

SQM Level of Disaggregation SQM Analog/Benchmark

• Special Access
- DSO Parity with BellSouth Aggregate
- DSl Parity with BellSouth Aggregate
- DS3 (Non Optical) Parity with BellSouth Aggregate
• DS3 (Optical OCn) Parity with BellSouth Aggregate

• Switched Access
- FGD Parity with BellSouth Aggregate

Maintenance &Repair

iii:
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'@ BELLSOUTH®
Harmonized Performance Metrics Proposal

GLOSSARY

Glossary

Access Service
Request (ASR)

Appointment Codes

BellSouth 272 Affiliate

BellSouth and Other
Affiliates Aggregate

BellSouth Aggregate

BellSouth Enterprises
(BSE)

BellSouth Long
Distance Group (BSLD)

Business Days

ICC Order"

CDDD

CPE

Customer Not Ready
(CNR)

(SA)

(SR)

(SL)

(SO)

(SP)

Facility Check

Firm Order Confirmation
(FOC)

A request to BellSouth to order new access service, or request a change to existing service, which provides
access to the local exchange company's network under terms specified in the local exchange companies
special or switched access tariffs

W: Company offered due date or the appointment requested by the customer is the same as the offered date

L: Customer requested a later due date than the offered date

X: The customer has requested an earlier date than the offered date and the company granted the request.
This code will be used rarely since expedited requests must be approved

BellSouth Long Distance (BSLD) Services Group

BellSouth Telecommunications and BellSouth affiliates other than BSLD

BellSouth Telecommunications and all BellSouth affiliates

BellSouth CLEC that is part of BSLD Group

BellSouth's long distance subsidiary

Monday thru Friday excluding holidays

Order issued to make changes to an existing account

Customer Desired Due Date

Customer Provided Equipment

A verifiable situation beyond the normal control of BellSouth that prevents Bellsouth from completing an
order, including the following: CLEC or IXC Carrier is not ready; end user is not ready; connecting company
or CPE (Customer Provided Equipment) supplier, is not ready

No access to subscriber premises

Customer Not Ready

Customer Requests Later Date

Customer Other

Subscriber Prior: The customer requests an earlier due date than the original request

A pre-provisioning check performed by BellSouth, in response to an access service request, to determine the
availability offacilities and assign the installation date

The notice returned from BellSouth, in response to an Access Service Request from a CLEC or IXC that
confirms receipt of the request and that a service order has been created with an assigned due date

Version 1.11 10 Issue Date: April 28, 2004



@ BELLSOUTH®
Harmonized Performance Metrics Proposal Glossary

NTF

Unsolicited FOC

PIC

Project

Query/Reject

Reciprocal Services

Repeat Trouble

Supplement ASR

TOK

No trouble found

An Unsolicited FOC is a supplemental FOC issued by BellSouth to change the due date or for other reasons,
although no change to the ASR was requested by the CLEC or IXC Carrier

Preferred Interstate Carrier

Service requests that exceed the line size and/or level of complexity that would allow the use of standard
ordering and provisioning processes

BellSouth responses to an ASR requesting clarification or correction to one or more fields on the ASR before
a FOC can be issued

Services that BellSouth provides IXCS/CLECs as a transmission path back to our network

Trouble that reoccurs on the same telephone number/circuit ID within 30 calendar days

A revised ASR that is sent to make a change in an original ASR request. A "Version" indicator related to the
original ASR number tracks each Supplement ASR

Test OK

Version 1.11 11 Issue Date: April 28. 2004



·@ BEI.I.SOUTH®
Harmonized Performance Metrics Proposal

Symbols used in Calculations

A mathematical operator representing subtraction.

+
A mathematical operator representing addition.

I
A mathematical operator representing division.

<
A mathematical symbol that indicates the metric on the left ofthe symbol is less than the metric on the right.

<=
A mathematical symbol that indicates the metric on the left of the symbol is less than or equal to the metric on the right.

>
A mathematical symbol that indicates the metric on the left of the symbol is greater than the metric on the right.

Glossary

>=
A mathematical symbol that indicates the metric on the left of the symbol is greater than or equal to the metric on the right.

()
Parentheses, used to group mathematical operations which are completed before operations outside the parentheses.
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